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Sprint Route Outage Prevention Programs 

Call Before You Dig Program 

This program uses a nationwide 800 number interlinked with all locallstate government utility 
agencies as well as contractors, rail carriers, and major utilities. Sprint currently receives in excess 
of 60,000 calls per month for location assistance over the 23,000-mile fiber network. 

Awareness Program 

This Sprint program proactively contacts local contractors, builders, property owners, countylcity 
administrators, and utility companies to educate them on Sprint's cable locations and how each 
can help eliminate cable outages. 

Route Surveillance Program 

This is a Network Operations department program using Sprint employees to drive specific routes 
(usually 120 miles) and visually inspect the fiber cable routes. This activity is performed an average 
of 11.6 times per month or approximately once every 2-3 days. 

Technician Program 

Technicians are stationed at strategic locations and cover an area averaging 60 route miles. Each 
technician has emergency restoration material to repair fiber cuts on a temporary basis. Other 
operations forces within a nominal time frame accomplish total repair. 

FiberlSwitch Trending Program 

This includes a weekly summary of equipment failure events highlighting bit error rate (BER) and 
cable attenuation. As a result, Sprint identifies potential equipment problems and monitors 
performance degradation to establish equipment-aging profiles for scheduled repair, replacement, 
or elimination. Aging profiles are computer-stored representations of the characteristics of a fiber 
splice. The profile is stored at the time the splice is accepted and put into service. A comparison of 
the original profile and current profile are compared for performance degradation. Maintenance is 
scheduled based on this type of monitoring. 

Network Management and Control Systems 

The Sprint network is managed and controlled by a National Operations Control Center (NOCC) 
located in Overland Park, KS. As a back up, a secondary NOCC is located in Lenexa, KS. The 
NOCC is designed to provide a national view of the status of the network as well as to provide 
network management from a centralized point. The NOCC interfaces with the Regional Control 
Centers (RCCs) to obtain geographical network status. The RCCs are responsible for maintenance 
dispatch and trouble resolution, and are designed to provide redundancy for each other and back- 
up status for the NOCC. 

The NOCC and RCC work closely with the ESOCC in cases where a network problem may affect 
Oregon operations. In cases such as these, the NOCC or RCC immediately alerts the ESOCC of 
the situation so that appropriate steps can be taken to minimize service impacts. The NOCC and 



RCCs also serve as reference points for the ESOCC when problems are detected in the TRS 
centers that are not the result of internal center operations. 

Network Management 

Commitment to a digital fiber optic network permits Sprint to use a single transmission surveillance 
protocol to integrate internal network vendor equipment. This enhances Sprint's ability to automate 
and provide preventive, near real-time detection and isolation of network problems. The controlling 
principle is identification and correction of potential problems before they affect the Oregon call 
capabilities. 

Sprint divides the major functional responsibilities, facilities maintenance and network 
management, into a two-level organization which maximizes network efficiencies and customer 
responsiveness. The first level consists of the RCCs located in Atlanta and Sacramento. RCC 
personnel focus on the performance of individual network elements within predetermined 
geographical boundaries. The second level is the NOCC in Kansas City that oversees traffic design 
and routing for Sprint's 23,000-mile fiber optic network and interfaces. 

This two-level operational control organization, combined with architectural redundancies in data 
transport and surveillance, control and test systems, ensures an expedited response to potential 
problems in both switched and private line networks. 

In the event of a power outage, the UPS and backup power generator ensure seamless power 
transition until normal power is restored. While this transition is in progress, power to all of the 
basic equipment and facilities essential to the center's operation is maintained. This includes: 

Switch system and peripherals 
Switch room environmentals 
CA positions (consoleslterminals and emergency lights) 
Emergency lights (self-contained batteries) 
System alarms 
CDR recording 

As a safety precaution (in case of a fire during a power failure), the fire suppression system is not 
electrically powered. Once the back-up generator is on line, stable power is established and 
maintained to all TRS system equipment and facility environmental control until commercial power 
is restored. 

CAPTEL OUTAGE PREVENTION 
Sprint will provide FCC compliant CapTel service from the two CapTel Service Centers in Madison 
and Milwaukee, WI. Sprint's CapTel vendor CapTel lnc. (CTI) operates the two current CapTel 
Service Centers in the nation. These unique Centers operate with enough terminals for 200 agents 
each, along with support personnel, Technicians, and Supervisors. 

Both CapTeel Service Centers are equipped with redundant systems for power, ACDltelecom 
switching equipment, call processing servers, data network servers, and LAN gear. Most 
equipment failures can be corrected without complete loss of service. 



Having two CapTel Service Centers ensures minimum interruptions in service if something 
unexpectedly halts operations in one Center or the other such as a flood or a tornado. In those 
instances, traffic from one Center can automatically be routed to the other. 
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Disaster Recovery Plan 

Sprint's comprehensive Disaster Recovery Plan developed for OTRS details the methods Sprint 
will utilize to cope with specific disasters. The plan includes quick and reliable switching of calls, 
network diagrams identifying where traffic will be rerouted if vulnerable circuits become inoperable, 
and problem reporting with escalation protocol. Besides service outages, the OTRS Disaster 
Recovery Plan applies to specific disasters that affect any technical area of Sprint's Relay network. 

The first line of defense against degradation of OTRS is the Intelligent Call Router (ICR) 
technology that Sprint employs. During a major or minor service disruption, the ICR feature 
bypasses the failed or degraded facility and immediately directs calls to the first available agent in 
any of Sprint's eleven fully inter-linked TRS Call Centers. State-specific call processing software 
resides at each of Sprint's Relay Call Centers. Communications Assistants (CAS) are trained in 
advance to provide service to other States; the transfer of calls between centers is transparent to 
users. 

Beyond the ICR, Sprint's Disaster Recovery Plan details the steps that will be taken to deal with 
any problem, and restore OTRS to its full operating level in the shortest possible time. 

OTRS Notification Procedure 

To provide OTRS with the most complete and timely information on problems affecting their TRS, 
the trouble reporting procedure for OTRS will include three levels of response: 

A 3-hour verbal report 
A 24-hour status report 
A comprehensive final report within 5 business days 

Sprint will notify the OTRS contract administrator within three hours if a service disruption of 30 
minutes or longer occurs. For service disruptions occurring outside normal business hours, the 
initial report will be provided by 8:30 AM on the next business day. This initial report will explain 
how the problem will be corrected and an approximate time when full service will be restored. 
Within 24 hours of the service disruption, an intermediate report provides problem status and more 
detail of what action is necessary. In most cases, the 24-hour report reveals that the problem has 
been corrected and that full service to OTRS has been restored. The final comprehensive written 
report, explaining how and when the problem occurred, corrective action taken, and time and date 
when full operation resumed will be provided to the OTRS Administrator within five business days 
of return to normal operation. Examples of service disruption to OTRS include: 

ACD failure or malfunction 
Major transmission facility blockage 
Threat to OTRS CAS safety or other CA work stoppage 
Loss of CA position capabilities 

Performance at each Sprint relay center is monitored continuously 24 hours a day, seven days a 
week from Sprint's Enhanced Services Operation Control Center (ESOCC) in Overland Park, KS. 



Disaster Recovery Procedures 

If the problem is within the relay center serving OTRS, maintenance can usually be performed by 
the on-site technician, with assistance from Sprint‘s ESOCC. If the problem occurs during non- 
business hours and requires on-site assistance, the ESOCC will page the technician to provide 
service remedies. Sprint retains hardware spares at each center to allow for any type of repair 
required without ordering additional equipment (except for complete loss of a center). 

Time Frames for Service Restoration 

Complete or Partial Loss of Service Due to Sprint Equipment or Facilities 

Sprint Call Center Equipment - A technician is on-site during the normal business day. 
The technician provides parts and I or resources necessary to expedite repair within two 
hours. Outside of the normal business day a technician will be on-site within four hours. 
The technician then provides parts and /or resources necessary to expedite repair within 
two hours. 
Sprint or Telco Network Facilities - For an outage of facilities directly serving OTRS, 
incoming TRS calls will immediately be routed to one of ten other centers throughout the 
US. No calls will be lost. Repair of fiber or network facilities typically requires less than 
eight hours. 
Due to Utilities or Disaster at the Center - Immediate rerouting of traffic occurs with any 
large-scale center disaster or utility failure. Service is restored as soon as the utility is 
restored, provided the Sprint equipment has not been damaged. If the equipment has been 
damaged the service restoration for Sprint equipment (above) applies. 
Due to Telco Facilities Equipment - A Telco equipment failure will not normally have a 
large effect on TRS traffic within the state unless it occurs on Telco facilities directly 
connected to the call center. In this case, normal Sprint traffic rerouting will apply. For a 
failure at a telco central office - In Portland, for example, only local Portland residents 
would be affected until the Telco has performed the necessary repairs. For situations like 
this, it will be at Sprint‘s discretion to dispatch a technician. The normal Telco escalation 
procedures will apply. The Telco escalation process is all during the normal business day; 
therefore, a trouble may be extended from one day to the next. 

Trouble Reporting Procedures 

The following information is required when an OTRS user is reporting trouble: 

Service Description (“OTRS”) 
Caller‘s Name 
Contact Number 
Calling to/Calling from (if applicable) 
Description of the trouble 

Service disruptions or anomalies that are identified by OTRS users may be reported to the Sprint 
Relay Customer Service 800 number (800-877-0996) at any time day or night, seven days a week. 
The Customer Service agent creates a trouble ticket and passes the information on to the 
appropriate member of Sprint‘s Maintenance Team for action. Outside the normal business day, 
the ESOCC will handle calls from the Customer Service agents 24 hours a day, 7 days a week. 



Time to Investigate The time needed to determine the existence of a problem and its 
F m n ~  

Table A-2 Current MTTR Objectives 

Time to Repair 

Time to Notify 

""-),".- 

Repair time by Field Operations plus LEC time, if applicable. 
From the time repair is completed to the time the customer is 
notified of repair completion. 

Sprint's Mean Time to Repair is viewed from the customer's perspective. A critical element in the 
equation is the Time to Notify, because Sprint does not consider a repair complete until the 
customer accepts the circuit back as satisfactory. 

Escalation Procedures 

If adequate results have not been achieved within two hours, an OTRS user may escalate the 
report to the next level. Table A-3 details the escalation levels. 

Switched Services 
Private Lines 
Fiber Cut 

I I 

3 kenior Manaaer. Technical Staff IOfke Phone Number (913) 253-4396 

8 Hours 
4 Hours (electronic failure) 
8 Hours 

Service Reliability 

Sprint's service is provided over an all-fiber sophisticated management control networks support 
backbone networks with digital switching architecture that. These elements are combined to 
provide a highly reliable, proven, and redundant network. Survivability is a mandatory objective of 
the Sprint network design. The Sprint network minimizes the adverse effect of service interruptions 
due to equipment failures or cable cuts, network overload conditions, or regional catastrophes. 

A 100 percent fiber-optic network, with significant fiber miles in Oregon, provides critical 
advantages over the other carriers. These advantages include: 



Quality 
Since voice or data are transmitted utilizing fiber optic technology, the problems of outdated 
analog and even modern microwave transmission simply do not apply. Noise, electrical 
interference, weather-impacting conditions, and fading are virtually eliminated. 

Economy 
The overall quality, architecture, and advanced technology of digital fiber optics makes 
transmission so dependable that it costs us less to maintain, thereby passing the savings onto 
our customers. 

Expandability 
As demand for network capacity grows, the capacity of the existing single-mode fiber can 
grow. Due to the architecture and design of fiber optics, the capacity of the network can be 
upgraded to increase 2,000-fold. 

Survivability 
Network survivability is the ability of the network to cope with random disruptions of facilities 
andlor demand overloads. Sprint has established an objective to provide 100 percent capability 
to reroute backbone traffic during any single cable cut. This is a significant benefit to OTRS, 
and a competitive differentiation of the Sprint network. 

Currently, Sprint has over 23,000 miles of its fiber network in place and in service, with a fiber point 
of presence (POP) in every Local Access Transport Area (LATA). The 2 LATAs in Oregon are 
served by 10 Sprint POPs. There are plans for additional fiber mileage, additional POPs, and 
added route diversity. There are more than 300 POPs in service on the network. With 10 POPs in 
the state, all areas will be adequately serviced by Sprint. 

Switched services are provided via 49 Northern Telecom DMS-250/300 switches at 29 locations 
nationwide. Three DMS-300s located at New York, NY; Fort Worth, TX; and Stockton, CA, serve 
as international gateways. The remaining 46 switches provide switching functions for Sprint's 
domestic switched services. Oregon would primarily be served by the DMS switches in Eugene, 
Medford, Portland, and Salem, Oregon, with other diversely located facilities also serving Oregon. 

Interconnection of the 49 switches is provided in a non-hierarchical manner. This means that inter- 
machine trunk (IMT) groups connect each switch with all other switches within the network. Each of 
these IMT groups is split and routed through the Sprint fiber network over SONET route paths for 
protection and survivability. As an extra precaution to preclude any call blockage, Dynamically 
Controlled Routing (DCR) provides an additional layer of tandem routing options when a direct IMT 
is temporarily busy. 

Reliability is ensured through a corporate commitment to maintain or surpass our system 
objectives. Beginning with the network design, reliability and efficiency are built into the system. 
Sprint continues to improve the networks reliability through the addition of new technologies such 
as Digital Cross-connect Systems, SONET, and Signaling System 7. 

The effectiveness of this highly reliable and survivable network is attributed to the redundant 
transmission and switching hardware configurations, SONET ring topology, and sophisticated 
network management and control centers. These factors combine to assure outstanding network 
performance and reliability for OTRS. 



Network Criteria 

System Capacity 
The Sprint network was built with the capacity to support every interLATA and intraLATA call 
available in the US. With the continuing development of network fiber transmission equipment to 
support higher speeds and larger bandwidth, the capacity of the Sprint network to support 
increasing customer requirements and technologies is assured well into the future. 



Sprint Outage Notification from CapTel Service Center 

Performance at the CapTel Service Center is monitored continuously by CTI technicians 24 hours 
a day, seven days a week. Sprint will be notified by the CapJeel Service Center Manager 
immediately upon determination of any type of natural or man-made problem that causes either: 

A complete (100 percent) loss of the CapTeelService Center, OR 

Any partial loss of service in excess of 15 minutes that is service affecting. Examples of 
such a loss in service include: 

o An accidental switch rebooting 
o Loss of transmission facilities through the telephone network 
o Terrorist attack 
o Bomb threat or other work stoppage 
o Sudden loss of agent position capabilities. 
o Impact to minimum ASA I Speed of Answer times 
o Actsof God 

Contact from the CapTel Service Center Manager or designated CTI contact person will be made 
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the 
above criteria, 24 hours a day, seven days a week including holidays with the following 
documentation: 

What time did the outage happen in CENTRAL TIME? 
What caused it? 
Which customers are (or were) impacted? 
What is (was) the solution to restore service? 
What is the time that service will be (or was restored by) IN CENTRAL TIME? 

Sorint Procedure for Outaae Notification to Contract Administrators durina Business Hours 

Upon receiving notification from CTI during business hours (8AM to 5PM CT), Sprint will have one 
of the below managers contact the Contract Administrator, depending on availability: 

n Moore Refav Prowam Management M (925) 895-9176 I 

Angela Officer 

Assigned as necessary Assigned On-Call Relay Program Relay 
Manager I 

Upon receiving notification from CTI, Sprint will assess the problem and contact will be made by 
email to the Contract Administrator. 



In cases of partial loss of service, such as several inoperable CA positions or, local area nehvork 
outages, the CapTel Center on-site technician will notify CapTel Service Center to schedule repair. 
Only those partial losses of service that are service affecting in excess of 15 minutes will be email 
to the state Contract Administrator. 

If the problem is within the CapTeel Center, maintenance can usually be performed by the on-site 
technicians. Hardware spares are retailed at the CapTeel Service center to allow for the most 
common type of repair required without the ordering of additional equipment. 

Sprint Procedure for Outage Notification to Contract Administrators outside of Business 
Hours 

Upon receiving notification from CTI outside of business hours (5PM to 8AM CT, Monday through 
Friday, and all day Saturday, Sunday and holidays), John Moore (or Angie Officer) will notify 
Contract Administrators immediately by email of an outage if possible, but by no later than 8AM CT 
the next business day. Follow-ups and post-mortem will still be provided within the required 
guidelines. 

Disaster Recovery Follow-Up 

Upon notifying customers of an outage, Sprint's contact person will provide regular updates from 
CTI to all customers and internal team members. The follow up will be kept in sync with CapTel 
Customer Service so that the information shared with customers from CTI is the same as what 
customers receive from Sprint. 

Disaster Recovery Post-mortem documentation 

72 hours (3 days) after the outage is resolved, CTI will need to provide a formal written analysis of 
the outage to the designated Sprint people (outlined above). 

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be the 
primary point of contact for the letter to be shared with customers. If John Moore is not available, 
then Angie Officer will provide the letter directly to customers. 

1) What time did the outage happen in CENTRAL TIME? 
2) What caused it? 
3) Which customers are or were impacted? 
4) What is the solution to restore service? 
5) What is the time that service will be or was restored IN CENTRAL TIME? 
6) What will CapTel, Inc do to prevent this from happening again? 

CTI will be available to answer questions from Contract Administrators through Sprint. 



Time Frames for Service Restoration 

Complete loss of service due to equipment - 

Normal business day - A technician is on site during the normal business day. The 
technician will provide parts andlor resources necessary to expedite repair of the most 
common problems within two (2) hours. 

Outside of the normal business day - A technician will be on-site within four (4) hours. The 
technician will then provide parts andlor resources necessary to expedite repair of the 
most common problems within two (2) hours. 

Due to Utilities or Disaster at the Center - Service will be restored as soon as the utility is restored 
provided the equipment was not damaged. If the equipment was damaged then refer to the timing 
in the statement previous (Due to Equipment). 

Due to Telco Facilities Equipment - A technician will be dispatched as necessary. The normal 
Telco escalation procedures for a partial outage will apply: 

Two hours at first level 
Four hours at second level 
Eight hours at third level 

These hours of escalation are all during the normal business day, so a trouble ticket may be 
extended from one day to the next. 

Partial loss of service - Due to Equipment 

Normal business day - A technician is on site during normal business hours. The 
technician will provide parts andlor resources necessary to expedite repair of the most 
common problems within four (4) hours. 

Outside of the normal business day - A technician will be on-site within eight (8) hours. 
The technician will then provide parts andlor resources necessary to expedite repair of the 
most common problems within four (4) hours. 

Due to Position Equipment - A technician will be on-site within eight (8) hours, provided there are 
not enough positions working to process the forecasted traffic volumes. The technician will provide 
parts andlor resources necessary to expedite repair within 48 hours. If there are enough positions 
functional to process the forecasted traffic, the equipment will be repaired as necessary by Sprint. 

Due to Telco Facilities Equipment - A technician will be dispatched as necessary by Sprint. The 
normal Telco escalation procedures for a partial outage will apply: 

Eight hours at first level 

Twenty-four hours at second level 



These hours of Telco escalation are all during the normal business day, so a service request may 
be extended from one day to the next. 

Trouble Reporting Procedures (for Individual Customers to Customer Service) 

All calls concerning customer service issues should be placed by dialing the CapTeel Customer 
Service at 1-888-269-7477 (800-482-2424 TTY) in English only. A Customer Service agent will 
take information concerning: 

Caller's Name 
Contact Number 
Calling to I Calling from (if applicable) 
Description of the trouble 

Report service affecting trouble to Customer Service during normal business hours, 8:OO AM to 
5:OO PM Central Time, Monday through Friday. Normal business hours do not include Saturday, 
Sunday, and holidays. 

Escalations of service affecting issues during normal business hours are followed below: 

Table 4 - CaDTel Customer Service Escalation Procedures 

Hours outside the normal business day are 5:OO PM to 8:OO AM Central Time for every day of the 
week (Monday through Friday), and all day Saturday, Sunday, and holidays. Outside of normal 
business day hours, a recording will play and trouble calls can leave a message for customer 
service to follow up during the next business day. 

The recording played to customers outside of CapTel customer service business hours: 

Thank you for calling CapTel customer service. Our hours are Monday through Friday 
from 8AM to 5PM central time. You may try again during business hours or leave a 
voice mail message by pressing 3 now. 

If the " 3  button is pressed, then the customer will hear the following message: 

Thank you for calling CapTel customer service. We are unable to take your call at this 
time. Please leave a detailed message with your name and phone number with area 



code, or email address, and a reason for your call, and one of our representatives will 
return your call as soon as possible. 

Alternative usage for CapTel phone during outage for VCO users. 

CapTel phones are equipped with the capability to connect to traditional relay services even in the 
event that the captioning service is not available. 

In the event that a user cannot reach the captioning center, and the user desires to use any form of 
available relay to connect their call, the user can dial 711 (user must dial only 71 1 and not a relay 
800 number in order to change to VCO mode) and be connected to the in-state relay call center. 
Their call will be processed via VCO instead of captions. In VCO mode, no audio from the called 
party will be processed -just like any other traditional VCO call. 
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Sprint TRS Standard Features Matrix 

COSt 

Thefeature enable5 an ASCII user tocommunica tewi th  

Text transmission o f  60 wpm.  

Caller IDfeaturing SS7technology is used todeliver the 
tendigi tphone numbero f theca l l ing  party,when not 

requirements regarding answer time. 

interadively. Calls ace relayed between Interactive paging 
services and the  Relay users. For "on-interactive paging 
services. Calk are made t o  leave specific numeric 
information toaccomplish t h w e  calls. 

incoming call bared 

COSt 

e.ASCII.VC0. HCO. 

This feature allows Relay callerr t o  choose their preferred 
Carrier for interrtate/lnternational and in some cases 

profile i.e. Carrier-&Choice. emergency numbers. last 
number redial. customer notes.frequently dialed 
numbers.etc. toexpedi te their call Set-up time. .. . 



This featureallows userstoset upand access"speed dial" 
callsthrough the Relay. 

international.900.etc. to be place4 throughthe Relay. 

can be increased 

macro. This feature helps 
as been misdialed and the 

ency assistancefor Relay 
1 database and/or their 

Sprint Relay workstations areequipped with the Error 
Correction capability to automatically correct common 
typographical errors an4 spell out abbreviations.while 
increasing typing speed and reducing conversational 

~ 

- 

This feature provides the gender ofCAs in the TTY 



VCOalbws Deaf or Hard-of-Hearing people who prefer to  
usetheirownvoicetospeakdirecttytothe partythey are "' 

calling. The CA types thevoiced responses back t o  the 

responses simultaneously. Two-tine VCOoffers a more 
natural flow of conversation without pauses required 
with single iinecalls. 

ThisfeatureissimilartoTwolineVCO. in  R2LVC0,aVCO 

user types their conversation directly to the VCO user. 

VCO users cancontact other VCO userrthrough the Relay. 
TheCAlirtenstoVCOusersspeakandlypethespoken 

without any CA interaction. 

This is similar tothestandardVCOfeature however: the 
CAwill not hear theVCOcaller speaking through the 

[STATEIREUY 1234FVOlCE (ORTYPE) NOWGA 

or Spanish CA in the network 



“LASTNUMBERRED~ALPLS G A  OR”LNRGA. 

This featureaiiows Relay callers toreach regionally N 
restricted or regionally directed 800/888/877/866/85 5 A a1 I toll free numbers C 

Sprint offers Spanish Services. which offers SDanish-to- 
Ish Spanish Kelay;ewice,whichare handled by proficient N 

bilinmal (Spanish) CAS. Theirworkstationsaremodified A al - . .  
to provide macros and other functions to thecaller in 
Spanish. 

The command “5” typed bya Speech-Disabled person 
would informtheCAthat aSpeech~Disabied person ison 
the line. 

This service enabler Speech-Disabled customerr to  use 
theirvoice,with assistancefrom CA if necessary.ta 
communicate with each other through the Relay. 

This featureoffers theabilityto toggle between inbound 

re typicaliy discount 
and 10% Night/ Weekend 
interstate calls arediscou 

giishTTVOperator Serviceand Relay 24-hour 

request information.or to offer commendations and 
submit complaints. The toii-free number is: 1-800-676- 
3777 TTY/Voice/ASCii/Spanish. 

I Sprint‘s TTYOperator services can complete TN-to-TTY .. 
I calls; obtain Directory Assistance information; or receive 

credit for erroneous billing. The toll-free number is: 

upto 110 words-per-minute. It enables TTY callers with 
TurboCodeTMcapabilityto interrupt duringthe 
transmission of thecall. 

This feature (macro)enables Relaycallersto knowwhen 0 

ime Stamp Macro their called party had disconnected and relays the last dditional 

This system upgrade aiiowsvoice or HCO callerr to listen 
duringcallset-up i.e. ringing, busy. 

This feature (macro) informs the outbound TNcaller the 
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Policy on 10- and 15-Minute Rule 

Sprint understands that a change of CAS can interrupt the natural call flow. Therefore, Sprint 
strives to keep the same CA dedicated to each call. Sprint will ensure that the CA remains on the 
call for at least 10 minutes (or 15 minutes for Speech-to-Speech call). If a change of CA is 
unavoidable, CAS are trained to make this transition as smoothly as possible and will inform both 
parties. 

A CA change may occur for the following reasons: 

Customer requests change of CA 
0 End user verbal abuse of CA or obscenity towards CA 
0 The call requires a specialist (Speech to Speech, another language) 
0 Illness 
0 Potential conflict of interest (i.e. the CA identifies an end user as a family member or 

friend) 

In instances where it is necessary to change CAS, a second CA will plug in their headset at the 
position and watch the call for several minutes in order to assess the "spirit" of the call and make 
the transition smoother. After several minutes of observation, the second CA will wait until the 
voice person stops speaking and all conversation has been relayed and will then type to the TTY 
user: 

(CA# CONTINUING UR CALL). 

The CA will say to the non-TTY user: 

"THIS IS CA # CONTINUING YOUR CALL." 

During initial training, trainees are required to practice this procedure. In addition, a training video 
was developed that clearly shows the procedure and how to ensure it is as smooth as possible. 
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